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CHAPTER 20
SERVICE SUPPLIED BY ELECTRIC UTILITIES

[Prior to 10/8/86, Commerce Commission[250]]
IAC 6/17/98

199—20.1(476)  General information.
20.1(1) Authorization of rules.  Iowa Code chapter 476 provides that the Iowa utilities board shall

establish all needful, just and reasonable rules, not inconsistent with law, to govern the exercise of its
powers and duties, the practice and procedure before it, and to govern the form, content and filing of
reports, documents and other papers necessary to carry out the provisions of this law.

Chapter 478 provides that the Iowa utilities board shall have power to make and enforce rules relat-
ing to the location, construction, operation and maintenance of certain electrical transmission lines.

20.1(2) Application of rules.  The rules shall apply to any electric utility operating within the state
of Iowa subject to chapter 476, and to the construction, operation and maintenance of electric transmis-
sion lines to the extent provided in chapter 478, and shall supersede all conflicting rules of any such
electric utility which were in force and effect prior to the adoption of their superseding rules.

These rules are intended to promote safe and adequate service to the public, to provide standards for
uniform and reasonable practices by utilities, and to establish a basis for determining the reasonable-
ness of such demands as may be made by the public upon the utilities.

If unreasonable hardship to a utility or to a customer results from the application of any rule herein
prescribed, application may be made to the board for the modification of the rule or for temporary or
permanent exemption from its requirements.

The adoption of these rules shall in no way preclude the board from altering or amending them,
pursuant to statute, or from making such modifications with respect to their application as may be
found necessary to meet exceptional conditions.

These rules shall in no way relieve any utility from any of its duties under the laws of this state.
20.1(3) Definitions.  The following words and terms when used in these rules, shall have the mean-

ing indicated below:
“Acid Rain Program” means the sulfur dioxide and nitrogen oxides air pollution control program

established pursuant to Title IV of the Act under 40 CFR Parts 72-78.
“Act” means the Clean Air Act, 42 U.S.C. Section 7401, et seq., as amended by Pub. L. 101-549,

November 15, 1990.
“Affected unit” means a unit or source that is subject to any emission reduction requirement or limi-

tation under the Acid Rain Program, or a unit or source that opts in under 40 CFR Part 74.
“Allowance” means an authorization, allocated by the United States Environmental Protection

Agency (EPA) under the Acid Rain Program, to emit up to one ton of sulfur dioxide, during or after a
specified calendar year.

“Allowance futures contract” is an agreement between a futures exchange clearinghouse and a
buyer or seller to buy or sell an allowance on a specified future date at a specified price.

“Board” means the utilities board.
“Complaint” as used in these rules is a statement or question by anyone, whether a utility customer

or not, alleging a wrong, grievance, injury, dissatisfaction, illegal action or procedure, dangerous con-
dition or action, or utility obligation.

“Compliance plan” means the document submitted for an affected source to the Environmental
Protection Agency which specifies the methods by which each affected unit at the source will meet the
applicable emissions limitation and emissions reduction requirements.
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“Customer” means any person, firm, association, or corporation, any agency of the federal, state or
local government, or legal entity responsible by law for payment for the electric service or heat from
the electric utility.

“Delinquent”  or “delinquency” means an account for which a service bill or service payment
agreement has not been paid in full on or before the last day for timely payment.

“Distribution line” means any single or multiphase electric power line operating at nominal voltage
in either of the following ranges:  2,000 to 26,000 volts between ungrounded conductors or 1,155 to
15,000 volts between grounded and ungrounded conductors, regardless of the functional service pro-
vided by the line.

“Economy energy” is energy bought or sold in a transaction wherein the supplier’s incremental cost
is less than the buyer’s decremental cost, and the differential in cost is shared in an equitable manner by
the supplier and buyer.

“Electric plant” includes all real estate, fixtures and property owned, controlled, operated or man-
aged in connection with or to facilitate production, generation, transmission, or distribution, in provid-
ing electric service or heat by an electric utility.

“Electric service” is furnishing to the public for compensation any electricity, heat, light, power, or
energy.

“Energy” means electric energy measured in kilowatt hours.
“Firm power” is power and associated energy intended to be available at all times during the period

covered by the commitment.
“Gains and losses from allowance sales” are calculated as the difference between the sale price of

allowances sold during the month and the weighted average unit cost of inventoried allowances.
“Meter” means, unless otherwise qualified, a device that measures and registers the integral of an

electrical quantity with respect to time.
“Meter shop” is a shop where meters are inspected, repaired and tested, and may be at a fixed loca-

tion or may be mobile.
“Operating reserve” is a reserve generating capacity required to ensure reliability of generation

resources.
“Operational control energy” is energy supplied by a selling utility to a buying utility for the im-

provement of electric system operation.
“Outage energy” is energy purchased during emergency or scheduled maintenance outages of gen-

eration or transmission facilities, or both.
“Participation power” means power and associated energy or energy which is purchased or sold

from a specific unit or units on the basis that its availability is subject to prorate or other specified re-
duction if the units are not operated at full capacity.

“Peaking power” is power and associated energy intended to be available at all times during the
commitment and which is anticipated to have low load factor use.

“Power”  means electric power measured in kilowatts.
“Price hedging” means using futures contracts or options to guard against unfavorable price

changes.
“Rate-regulated utility” means any utility, as defined in 20.1(3), which is subject to board rate regu-

lation under Iowa Code chapter 476.
“Secondary line” means any single or multiphase electric power line operating at nominal voltage

less than either 2,000 volts between ungrounded conductors or 1,155 volts between grounded and un-
grounded conductors, regardless of the functional service provided by the line.
IAC 8/18/93, 9/24/97
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“Service limiter” means a circuit breaker device that limits a residential customer’s power con-
sumption to 15 amps at 120 volts (or some higher level of usage approved by the board) and that either
resets itself automatically or can be reset by the customer.

“Service limitation” means the establishment of a limit on the amount of power that may be con-
sumed by a residential customer through the installation of a service limiter on the customer’s meter.

“Speculation” means using futures contracts or options to profit from expectations of future price
changes.

“Tariff” means the entire body of rates, tolls, rentals, charges, classifications, rules, procedures,
policies, etc., adopted and filed with the board by an electric utility in fulfilling its role of furnishing
service.

“Timely payment” is a payment on a customer’s account made on or before the date shown on a
current bill for service, or on a form which records an agreement between the customer and a utility for
a series of partial payments to settle a delinquent account, as the date which determines application of a
late payment charge to the current bill or future collection efforts.

“Transmission line” means any single or multiphase electric power line operating at nominal volt-
ages in excess of either 26,000 volts between ungrounded conductors or 15,000 volts between
grounded and ungrounded conductors, regardless of the functional service provided by the line.

“Utility” means any person, partnership, business association or corporation, domestic or foreign,
owning or operating any facilities for providing electric service or heat to the public for compensation.

“Weighted average unit cost of inventoried allowances” equals the dollars in inventory at the end of
the month divided by the total allowances available for use at the end of the month.

“Wheeling service” is the service provided by a utility in consenting to the use of its transmission
facilities by another party for the purpose of scheduling delivery of power or energy, or both.

20.1(4) Abbreviations.  The following abbreviations may be used where appropriate:
ANSI—American National Standards Institute, 1430 Broadway, New York, New York 10018.
DOE—Department of Energy, Washington, D.C. 20426.
EPA—United States Environmental Protection Agency.
FCC—Federal Communications Commission, 1919 M Street, Washington, D.C. 20554.
FERC—Federal Energy Regulatory Commission, Washington, D.C. 20426.
NARUC—National Association of Regulatory Utility Commissioners, P.O. Box 684, Washington,

D.C. 20044.
NBS—National Bureau of Standards, Washington, D.C. 20234.
NFPA—National Fire Protection Association, 470 Atlantic Ave., Boston, Massachusetts 02210.

199—20.2(476)  Records and reports.
20.2(1) Location and retention of records.  Unless otherwise specified by this chapter, all records

required by these rules shall be kept and preserved in accordance with the applicable provisions of
199—Chapter 18.

20.2(2) Tariffs to be filed with the board.  The utility shall file its tariff with the board, and shall
maintain such tariff filing in a current status.

The schedules of rates of rate-regulated utilities and rules of all utilities shall be filed with the board
and shall be classified, designated, arranged and submitted so as to conform to the requirements of this
chapter.  Provisions of the schedules shall be definite and so stated as to minimize ambiguity or the
possibility of misinterpretation.  The form, identification and content of tariffs shall be in accordance
with these rules.
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Utilities which are not subject to the rate regulation provided for by Iowa Code chapter 476, shall
not be required to file schedules of rates, or contracts primarily concerned with a rate schedule, with the
board and shall not be subject to the provisions related to rate regulations, but nothing contained in
these rules shall be deemed to relieve any utility of the requirement of furnishing any of these same
schedules or contracts which are needed by the board in the performance of the board’s duties upon
request to do so by the board.

20.2(3) Form and identification.  All tariffs shall conform to the following rules:
a. The tariff shall be printed, typewritten or otherwise reproduced on 8½− × 11- inch sheets of

durable white paper so as to result in a clear and permanent record.  The sheets of the tariff should be
ruled or spaced to set off a border on the left side suitable for binding.  In the case of utilities subject to
regulation by any federal agency the format of sheets of tariff as filed with the board may be the same
format as is required by the federal agency provided that the rules of the board as to title page; identity
of superseding, replacing or revision sheets; identity of amending sheets:  identity of the filing utility,
issuing official, date of issue, effective date; and the words “Tariff with board” shall apply in the modi-
fication of the federal agency format for the purposes of filing with this board.

b. The title page of every tariff and supplement shall show:
(1) The first page shall be the title page which shall show:

(Name of Public Utility)
Electric Tariff

Filed with
Iowa Utilities Board

(Date)
(This requirement does not apply to tariffs or amendments filed with the board prior to July 1, 1981.)

(2) When a tariff is to be superseded or replaced in its entirety, the replacing tariff shall show on the
upper right corner of its title page that it supersedes a tariff on file and the number being superseded or
replaced, for example:

TARIFF NO. 
SUPERSEDES TARIFF NO. 

(This requirement does not apply to tariffs or amendments filed with the board prior to July 1, 1981.)
(3) When a new part of a tariff eliminates an existing part of a tariff it shall so state and clearly

indicate the part eliminated.
(4) Any tariff modifications as defined above shall be marked in the right-hand margin of the re-

placing tariff sheet with symbols as here described to indicate the place, nature and extent of the change
in text.

—Symbols—
(C)—Changed regulation
(D)—Discontinued rate or regulation
(I)—Increase in rate or new treatment resulting in increased rate
(N)—New rate, treatment or regulation
(R)—Reduction in rate or new treatment resulting in reduced rate
(T)—Change in text only
c. All sheets except the title page shall have, in addition to the above-stated requirements, the

following further information:
(1) Name of utility under which shall be set forth the words “Filed with board.”  If the utility is not a

corporation, and a trade name is used, the name of the individual or partners must precede the trade
name.

(2) Issuing official and issue date.
(3) Effective date (to be left blank by rate-regulated utilities).

IAC 6/17/98
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d. All sheets except the title page shall have the following form:
(Company Name) (Part identification)
Electric Tariff (This sheet identification)
Filed with board (Canceled sheet identification, if any)

(Content or tariff)
Issued:  (Date) Effective:
Issued by:  (Name, title) (Proposed Effective Date:)

The issued date is the date the tariff or the amended sheet content was adopted by the utility.
The effective date will be left blank by rate-regulated utilities and shall be determined by the board.

The utility may propose an effective date.
20.2(4) Content of tariffs.
a. A table of contents containing a list of rate schedules and other sections in the order in which

they appear showing the sheet numbers of the first page of each rate schedule or other section.  In the
event the utility filing the tariff elects to segregate a section such as general rules from the section con-
taining the rate schedules or other sections, it may at its option prepare a separate table of contents for
each such segregated section.

b. A preliminary statement containing a brief general explanation of the utility’s operations.
c. All rates for service with indication for each rate of the type and voltage of service and the class

of customers to which each rate applies.  There shall also be shown any limitations on loads and type of
equipment which may be connected, the net prices per unit of service and the number of units per bill-
ing period to which the net prices apply, the period of billing, the minimum bill, any effect of transform-
er capacity upon minimum bill or upon the number of kWh in any step of the rate, method of measuring
demands, method of calculating or estimating loads in cases where transformer capacity has a bearing
upon minimum bill or size of rate steps, level payment plan, and any special terms or conditions appli-
cable.  The period during which the net amount may be paid before the account becomes delinquent
shall be specified.  In any case where net and gross amounts are billed, the difference between net and
gross is a late payment charge and shall be so specified.

d. The voltage and type of service, (direct current or single or polyphase alternating current) sup-
plied in each municipality, but without reference required to any particular part thereof.

e. Forms of standard contracts required of customers for the various types of service available.
f. If service to other utilities or municipalities is furnished at a standard filed rate, either a copy of

each signed contract or a copy of the standard uniform contract form together with a summary of the
provisions of each signed contract.  The summary shall show the principal provisions of the contract
and shall include the name and address of the customer, the points where energy is delivered, rate, term,
minimum, load conditions, voltage of delivery and any special provisions such as rentals.  Standard
contracts for such sales as that of energy for resale, street lighting, municipal athletic field lighting, and
for water utilities may be filed in summary form as above outlined.

g. Copies of special contracts for the purchase, sale, or interchange of electrical energy.  All tar-
iffs must provide that, notwithstanding any other provision of this tariff or contract with reference
thereto, all rates and charges contained in this tariff or contract with reference thereto may be modified
at any time by a subsequent filing made pursuant to the provisions of Iowa Code chapter 476.

h. List of towns, cities, and unincorporated communities where urban rates are applicable, and a
list of all communities in which service is furnished at other rates.

i. The list of service areas and the rates shall be filed in such form as to facilitate ready determina-
tion of the rates available in each municipality and in such unincorporated communities as have service
at urban rates.  If the utility has various rural rates, the areas where the same are available shall be indi-
cated.
IAC 12/11/91, 9/24/97
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j. Definitions of classes of customers.
k. Extension rules for extending service to new customers indicating what portion of the exten-

sion or cost thereof will be furnished by the utility; and if the rule is based on cost, the items of cost
included.

l. Type of construction which the utility requires the customer to provide if in excess of the Iowa
electric safety code or the requirements of the municipality having jurisdiction, whichever may be the
most stringent in any particular.

m. Specification of such portion of service as the utility furnishes, owns, and maintains, such as
service drop, service entrance cable or conductors, conduits, service entrance equipment, meter and
socket.  Indication of the portions of interior wiring such as range or water heater connection, furnished
in whole or in part by the utility, and statement indicating final ownership and responsibility for main-
taining equipment furnished by utility.

n. Statement of the type of special construction commonly requested by customers which the
utility allows to be connected, and terms upon which such construction will be permitted, with due
provision for the avoidance of unjust discrimination as between customers who request special
construction and those who do not.  This applies, for example, to a case where a customer desires un-
derground service in overhead territory.

o. Rules with which prospective customers must comply as a condition of receiving service, and
the terms of contracts required.

p. Rules governing the establishment and maintenance of credit by customers for payment of ser-
vice bills.

q. Rules governing the procedure followed in disconnecting and reconnecting service.
r. Notice by customer required for having service discontinued.
s. Rules covering temporary, emergency, auxiliary and stand-by service.
t. Rules covering the type of equipment which may or may not be connected, including rules

such as those requiring demand-limiting devices or power-factor corrective equipment.
u. General statement of the method used in making adjustments for wastage of electricity when

accidental grounds exist without the knowledge of the customer.
v. Statements of utility rules on meter reading, bill issuance, customer payment, notice of delin-

quency, and service discontinuance for nonpayment of bill.
w. Rules for extending service in accordance with 20.3(13).
x. If a sliding scale or automatic adjustment is applicable to regulated rates and charges of billed

customers, the manner and method of such adjustment calculation shall be covered through a detailed
explanation.

y. Rules on how a customer or prospective customer should file a complaint with the utility, and
how the complaint will be processed.

z. Rules on how a customer, disconnected customer or potential customer for residential service
may negotiate for a payment agreement on amount due, determination of even payment amounts, and
time allowed for payments.

20.2(5) Annual, periodic and other reports to be filed with the board.
a. System map verification.  The utility shall file annually a verification that it has a currently

correct set of utility system maps in accordance with general requirement 20.3(11) and a statement as
to the location of the utility’s offices where such maps are accessible and available for examination by
the board or its agents.  The verification and map location information shall also be reported to the
board upon other occasions when significant changes occur in either the maps or location of the maps.

b. Accident reports.  Rescinded IAB 12/11/91, effective 1/15/92.  See 199—25.5(476,478).
IAC 4/15/92, 9/24/97



Ch 20, p.7Utilities[199]IAC 1/22/03

c. Rescinded IAB 11/13/02, effective 12/18/02.
d. Each utility shall compile a monthly record of electric service showing the production, acquisition

and disposition of electric energy, the number of customer terminal voltage investigations made, the num-
ber of customer meters tested and such other information as may be required by the board.  The monthly
“Electric Service” record shall be compiled not later than 30 days after the end of the month covered and
such record shall, upon and after compilation, be kept available for inspection by the board or its staff at the
utility’s principal office within the state of Iowa.  A summary of the 12 monthly “Electric Service” records
for each calendar year shall be attached to and submitted with the utility’s annual report to the board.

e. The utility shall keep the board informed currently by written notice as to the location at which
the utility keeps the various classes of records required by these rules.

f. A copy of the utility’s current rules, if any, published or furnished by the utility for the use of
engineers, architects, electrical contractors, etc., covering meter and service installations shall be filed
with the board.

g. A copy of each type of customer bill form in current use shall be filed with the board.
h. A copy of the adjustment calculation shall be provided the board prior to each billing cycle on

the forms adopted by the board.
i. Rescinded IAB 1/9/91, effective 2/13/91.
j. Each rate-regulated electric utility shall file with the board on or before the fifteenth day of

each month one copy of the following residential customer statistics for the preceding month:
(1) Number of accounts;
(2) Number of accounts certified as eligible for energy assistance since the preceding October 1;
(3) Number of accounts past due;
(4) Number of accounts eligible for energy assistance and past due;
(5) Total revenue owed on accounts past due;
(6) Total revenue owed on accounts eligible for energy assistance and past due;
(7) Number of disconnection notices issued;
(8) Number of disconnection notices issued on accounts eligible for energy assistance;
(9) Number of disconnections for nonpayment;
(10) Number of reconnections;
(11) Number of accounts determined uncollectible; and
(12) Number of accounts eligible for energy assistance and determined uncollectible.
k. List of persons authorized to receive board inquiries.  Each utility shall file with the board a list

of names, titles, addresses, and telephone numbers of persons authorized to receive, act upon, and re-
spond to communications from the board in connection with:  (1) general management duties; (2) cus-
tomer relations (complaints); (3) engineering operations; (4) meter tests and repairs; (5) emergencies
during nonoffice hours; (6) franchises for electric lines; (7) certificates for electric generating plants.
Such information shall be kept current as changes or corrections are made.

This rule is intended to implement Iowa Code section 476.2.

199—20.3(476)  General service requirements.
20.3(1) Disposition of electricity.  The meter and associated instrument transformers shall be

owned by the utility.  The wiring between the instrument transformers and the meter shall be owned or
controlled by the utility.  The utility shall place a visible seal on all meters in customer use, such that the
seal must be broken to gain entry.

a. All electricity sold by a utility shall be on the basis of meter measurement except:
(1) Where the consumption of electricity may be readily computed without metering; or
(2) For temporary service installations.
b. The amount of all electricity delivered to multioccupancy premises within a single building,

where units are separately rented or owned, shall be measured on the basis of individual meter mea-
surement for each unit, except in the following instances:

(1) Where electricity is used in centralized heating, cooling, water-heating, or ventilation systems;
IAC 1/22/03
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(2) Where a facility is designated for elderly or handicapped persons;
(3) Where submetering or resale of service  was permitted prior to 1966; or
(4) Where individual metering is impractical.  “Impractical” means:  (1) where conditions or

structural barriers exist in the multioccupancy building that would make individual meters unsafe or
physically impossible to install; (2) where the cost of providing individual metering exceeds the long-
term benefits of individual metering; or (3) where the benefits of individual metering (reduced and
controlled energy consumption) are more effectively accomplished through a master meter arrange-
ment.

If a multioccupancy building is master-metered, the end-user occupants may be charged for elec-
tricity as an unidentified portion of the rent, condominium fee, or similar payment, or, if some other
method of allocating the cost of the electric service is used, the total charge for electric service shall not
exceed the total electric bill charged by the utility for the same period.

c. Master metering to multiple buildings is prohibited, except for multiple buildings owned by the
same person or entity.  Multioccupancy premises within a multiple building complex may be master-
metered pursuant to this paragraph only if the requirements of paragraph 20.3(1)“b”  have been met.

d. For purposes of this subrule, a “master meter” means a single meter used in determining the
amount of electricity provided to a multioccupancy building or multiple buildings.

e. This rule shall not be construed to prohibit any utility from requiring more extensive individual
metering than otherwise required by this rule if pursuant to tariffs filed with and approved by the board.

f. All electricity consumed by the utility shall be on the basis of meter measurement except where
consumption may be readily computed without metering, or where metering is impractical.

20.3(2) Condition of meter.  No meter shall be installed or continued in service which is known to
be mechanically or electrically defective, or to have incorrect constants or which has not been tested,
and adjusted if necessary, in accordance with rules herein.  The capacity of the meter and the index
mechanism should be consistent with the electric requirements of the customer.

20.3(3) Meter reading records.  The meter reading records shall show:
a. Customer’s name, address, and rate schedule or identification of rate schedule.
b. Identification of the meter or meters either by permanently marked utility number or by

manufacturer’s name, type number and serial number.
c. Meter readings.
d. If the reading has been estimated.
e. Any applicable multiplier or constant.
20.3(4) Meter charts.  All charts taken from recording meters shall be marked with the initial and

final date and hour of the record, the meter identification, customer’s name and location and the chart
multiplier.

20.3(5) Meter register.  If it is necessary to apply a multiplier to the meter readings, the multiplier
must be marked on the face of the meter register or stenciled in weather resistant paint upon the front
cover of the meter.  Customers shall have continuous visual access to meter registers as a means of
verifying the accuracy of bills presented to them and for implementing such energy conservation initia-
tives as they desire, except in the individual locations where the utility has experienced vandalism to
windows in the protective enclosures.  Where remote meter reading is used, whether outdoor on prem-
ises or off premises automated, the customer shall also have readable meter registers at the meter.

Where magnetic tape or other delayed processing means is used the utility may comply by having
readable kWh registers only, visually accessible.

In instances in which the utility has determined that readable access, to locations existing July 1,
1981, will create a safety hazard, the utility is exempted from the access provisions above.

In instances when a building owner has determined that unrestricted access to tenant metering
installation would create a vandalism or safety hazard the utility is exempted from the access provision
above.

Continuing efforts should be made to eliminate or minimize the number of restricted locations.  The
utility should assist affected customers in obtaining meter register information.
IAC 1/22/03
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20.3(6) Meter reading and billing interval.  Readings of all meters used for determining charges
and billings to customers shall be scheduled at least monthly and for the beginning and termination of
service.  Bills to larger customers may, for good cause, be rendered weekly or daily for a period not to
exceed one month.  Intervals other than monthly shall not be applied to smaller customers, or to larger
customers after the initial month provided above, without an exemption from the board.  A petition for
exemption must include sufficient information to establish good cause for the exemption.  If the board
denies an exemption, or if no exemption is sought with respect to a high demand customer after the
initial month, that customer’s meter shall be read monthly for the next 12 months, unless prior approval
is received from the board for a shorter interval.  The group of larger customers to which shorter billing
intervals may be applied shall be specified in the utility’s tariff sheets, but shall not include residential
customers.

An effort shall be made to obtain readings of the meters on corresponding days of each meter-read-
ing period.  When the meter reading date causes a given billing period to deviate by more than 10 per-
cent (counting only business days) from the normal meter reading period, such bills shall be prorated
on a daily basis.

The utility may permit the customer to supply the meter readings by telephone or on a form supplied
by the utility.  Unless the utility has a plan to test check meter readings a utility representative will read
the meter at least once each 12 months.

In the event that the utility leaves a meter reading form with the customer when access to meters
cannot be gained and the form is not returned in time for the billing operation, an estimated bill may be
rendered.

If an actual meter reading cannot be obtained, the utility may render an estimated bill without read-
ing the meter or supplying a meter reading form to the customer.  Only in unusual cases or when ap-
proval is obtained from the customer shall more than three consecutive estimated bills be rendered.

20.3(7) Demand meter registration.  When a demand meter is used for billing, the meter installa-
tion should be designed so that the highest expected annual demand reading to be used for billing will
appear in the upper half of the meter’s range.

20.3(8) Service areas.  Service areas are defined by the boundaries on service area maps, available
for viewing during regular business hours at the board’s offices, and available for purchase at the cost
of reproduction.  These service area maps are adopted as part of this rule and are incorporated in this
rule by this reference.

20.3(9) Petition for modification of service area and answers.  An exclusive service area is subject
to modification through a contested case proceeding which may be commenced by filing a petition for
modification of service area with the board.  The board may commence a service area modification
proceeding on its own motion.

Any electric utility or municipal corporation may file a petition for modification of service area
which shall contain a legal description of the service area desired, a designation of the utilities involved
in each boundary section, and a justification for the proposed service area modification.  The justifica-
tion shall include a detailed statement of why the proposed modification is in the public interest.  A map
showing the affected areas which complies with subrule 20.3(11)“a”  shall be attached to the petition
as an exhibit.  The petition shall be delivered by the United States Postal Service or personal service and
shall be considered as filed with the agency on the date of the postmark or the date of personal service.

Copies of the petition shall be served on all utilities involved and the consumer advocate.  Those
utilities and the consumer advocate shall be parties of record to the proceeding.

All parties shall file an answer which complies with 199—subrule 7.5(1).
IAC 6/29/88, 9/24/97
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20.3(10)  Certificate of authority.  Any electric utility or municipal corporation requesting a service
territory modification pursuant to subrule 20.3(9) which would result in service to a customer by a util-
ity other than the utility currently serving the customer must also petition the board for a certificate of
authority under Iowa Code section 476.23.  The electric utility or municipal corporation shall pay the
party currently serving the customer a reasonable price for the facilities serving the customer.

20.3(11)   Maps.
a. Each utility shall maintain a current map or set of maps showing the physical location of elec-

tric lines, stations, and electric transmission facilities for its service areas.  The maps shall include the
exact location of the following:

(1) Generating stations with capacity designation.
(2) Purchased power supply points with maximum contracted capacity designation.
(3) Purchased power metering points if located at other than power delivery points.
(4) Transmission lines with size and type of conductor designation and operating voltage designa-

tion.
(5) Transmission-to-transmission voltage transformation substations with transformer voltage

and capacity designation.
(6) Transmission-to-distribution voltage transformation substations with transformer voltage and

capacity designation.
(7) Distribution lines with size and type of conductor designation, phase designation and voltage

designation.
(8) All points at which transmission, distribution or secondary lines of the utility cross Iowa state

boundaries.
(9) All current information required in Iowa Code section 476.24(1).
(10) All county boundaries and county names.
(11) Natural and artificial lakes which cover more than 50 acres and all rivers.
(12) Any additional information required by the board.
b. All maps shall be available for examination at the utility’s designated offices during the util-

ity’s regular office hours.  The maps shall be drawn with clean, uniform lines to a scale of one inch per
mile.  A large scale shall be used where it is necessary to clarify areas where there is a heavy concentra-
tion of facilities.  All cartographic details shall be clean cut, and the background shall contain little or
no coloration or shading.

20.3(12)   Rescinded, IAB 6/29/88, effective 8/3/88.
20.3(13)   Extensions to customers.
a. Definitions.  The following definitions shall apply to the terms used in this rule:
“Advances for construction costs,” as used in these subrules, are cash payments, or surety bonds, or

an equivalent surety made to the utility by an applicant for an extension, portions of which may be
refunded depending on any subsequent connections made to the extension.  Cash payments, surety
bonds, or equivalent sureties shall include a grossed-up amount for the income tax effect of such reve-
nue.

“Agreed-upon attachment period,” as used in this subrule, means a period of not less than 30 days
nor more than one year mutually agreed upon by the utility and the applicant within which the customer
will attach.  If no time period is mutually agreed upon, the agreed-upon attachment period shall be
deemed to be 30 days.

“Contribution in aid of construction,” as used in this subrule, means a nonrefundable cash payment
grossed-up for the income tax effect of such revenue covering the costs of an extension that are in ex-
cess of utility-funded allowances.  The amount of tax shall be reduced by the present value of the tax
benefits to be obtained by depreciating the property in determining the tax liability.
IAC 3/21/90, 9/24/97
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“Customer advances for construction records,” as used in this subrule, means a separate record
established and maintained by the utility, which includes, by depositor, the amount of advance for
construction provided by the customer, whether the advance is by cash, surety bond, or equivalent
surety, and if by surety bond or equivalent surety, all relevant information concerning the bond, the
amount of the refund, if any, to which the depositor is entitled, the amount of refund, if any, which has
been made to the customer, the amount unrefunded, and the construction project or work order the ex-
tension was installed on.

“Equivalent overhead transformer cost,” as used in this subrule, is that transformer capitalized
cost, or fraction thereof, that would be required for similarly situated customers served by a pole-
mounted or platform-mounted transformer(s).  For each overhead service, it shall be the capitalized
cost of the transformer(s) divided by the number of customers served by that transformer(s).  For each
underground service, it shall be the capitalized cost of an overhead transformer(s) with the same volt-
age and volt-ampere rating divided by the number of customers served by that transformer(s).

“Estimated annual revenues,” as used in this subrule, shall be calculated based upon the following
factors, including, but not limited to:  The size of the facility to be used by the customer, the size and
type of equipment to be used by the customer, the average annual amount of service required by the
equipment, and the average number of hours per day and days per year the equipment will be in use.

“Estimated base revenues,” as used in this subrule, shall be calculated by subtracting the fuel ex-
pense costs as described in the uniform system of accounts as adopted by the board from the estimated
annual revenues.

“Estimated construction costs,” as used in the subrule, shall be calculated using average costs in
accordance with good engineering practices and upon the following factors:  amount of service re-
quired or desired by the customer requesting the extension; size, location, and characteristics of the
extension, including appurtenances, except equivalent overhead transformer cost; and whether the
ground is frozen or whether other adverse conditions exist.  The average cost per foot shall be com-
puted utilizing the prior calendar year costs, to the extent such cost basis does not exceed the current
costs using current construction cost methodologies, resources and material, and working conditions,
divided by the total feet of extensions by type of service for the prior calendar year.  In no event shall
estimated construction costs include costs associated with facilities built for the convenience of the
utility.

“Extension” means a distribution or secondary line extension other than a service line extension.
“Point of attachment” is that point of first physical attachment of the utilities’ service drop (over-

head) or service lateral (underground) conductors to the customer’s service entrance conductors.  For
overhead services it shall be the point of tap or splice to the service entrance conductors.  For under-
ground services it shall be the point of tap or splice to the service entrance conductors in a terminal box
or meter or other enclosure with adequate space inside or outside the building wall.  If there is no termi-
nal box, meter, or other enclosure with adequate space, it shall be the point of entrance into the building.

“Service line extension” shall mean any secondary line extension on private property serving a
single customer or point of attachment of electric service.

“Similarly situated customer” is a customer whose annual consumption or service requirements, as
defined by estimated annual revenue, are similar to other customers with approximately the same
annual consumption or service requirements.
IAC 10/8/86, 9/24/97



Ch 20, p.12 Utilities[199] IAC 10/8/86, 9/24/97

“Utility” as used in the subrules, means a rate-regulated utility.
b. Terms and conditions.  The utility shall extend service to new customers under the following

terms and conditions:
(1) Plant additions.  The utility will provide all electric plant at its cost and expense without requir-

ing an advance for construction from customers or developers except in those unusual circumstances
where extensive plant additions are required before the customer can be served, or where the customer
will not attach within the agreed-upon attachment period after completion of construction.  In such
instances, the utility shall require, no more than 30 days prior to commencement of construction, the
customer or developer to advance funds which are subject to refund as additional customers are at-
tached.  A contract between the utility and the customer which requires an advance by the customer to
make plant additions shall be available for board inspection.

(2) Advances for construction costs for extensions for customers who will attach within the
agreed-upon attachment period.  Where the customer will attach within the agreed-upon attachment
period after completion of the extension, the following shall apply:

1. If the estimated construction cost to provide an extension is less than or equal to three times the
estimated base revenue calculated on the basis of similarly situated customers, the utility shall finance
and make the extension without requiring an advance for construction.

2. If the estimated construction cost to provide an extension is greater than three times the esti-
mated base revenue calculated on the basis of similarly situated customers, the applicant for the exten-
sion shall contract with the utility and deposit an advance for construction equal to the estimated
construction cost less three times the estimated base revenue to be produced by the customer no more
than 30 days prior to commencement of construction.

(3) Advances for construction costs for extensions for customers who will not attach within the
agreed-upon attachment period.  Where the customer will not attach within the agreed-upon attach-
ment period after completion of the extension, the applicant for the extension shall contract with the
utility and deposit no more than 30 days prior to the commencement of construction an advance for
construction equal to the estimated construction cost.

Advance payments for plant additions or extensions which are subject to refund for a ten-year peri-
od may be made by cash, surety bond, or equivalent surety.  In the event a surety bond or an equivalent
surety is used, the bonded amount shall have added to it a surcharge equal to the annual interest rate
paid by the utility on customer bill deposits times the bonded amount.  The bond shall be called by the
utility at the end of one year or when the earned refunds are equal to the bonded amount, less the sur-
charge, whichever occurs first.  If, upon termination of the surety bond, there are sufficient earned re-
funds to offset the amount of the surety bond, less the surcharge, the depositors shall provide the utility
the amount of the surcharge.  If, upon termination of the surety bond, there are not sufficient earned
refunds to offset the full amount of the surety bond, less the surcharge, the depositors shall provide the
utility a cash deposit equal to the amount of the surety bond, less refunds accumulated during the
bonded period, plus the surcharge, or the depositor may pay the interest on the previous year’s bond
and rebond the balance due to the utility for a second or third one-year period.  Upon receipt of such
cash deposit, the utility shall release the surety bond.  The cash deposit, less the surcharge, shall be
subject to refund by the utility for the remainder of the ten-year period.

(4) Contribution in aid of construction for service line extensions.  The utility shall finance and
construct either an overhead or underground service line extension without requiring a contribution in
aid of construction or any payment by the applicant where the length of the overhead extension to the
first point of attachment is up to 50 feet on private property or where the cost of the underground exten-
sion to the meter or service disconnect is less than or equal to the estimated cost of constructing an
equivalent overhead service extension of up to 50 feet.
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Where the length of the overhead service extension exceeds 50 feet on private property, the appli-
cant shall be required to provide a contribution in aid of construction for that portion of the service
extension on the private property, exclusive of the point of attachment, within 30 days after comple-
tion.  The contribution in aid of construction for that portion of the service extension shall be computed
as follows:

(Estimated Cost of Construction) ×

[ (Total Length in Excess of 50 Feet)][ (Total Length of Service Extension)]
Where the cost of the underground service extension exceeds the estimated cost of constructing an

equivalent overhead service extension of up to 50 feet, the applicant shall be required to provide a con-
tribution in aid of construction within 30 days after completion equal to the difference between the
estimated cost of constructing the underground service extension and the estimated cost of construct-
ing an equivalent overhead service extension of up to 50 feet.

c. Refunds.  The utility shall refund to the depositor for a period of ten years, from the date of the
original  advance, a pro-rata share for each service attachment to the extension.  The pro-rata refund
shall be computed in the following manner:

(1) If the combined total of three times estimated base revenue for the depositor and each customer
who has attached to the extension exceeds the total estimated construction cost to provide the exten-
sion, the entire amount of the advance provided by the depositor shall be refunded to the depositor.

(2) If the combined total of three times estimated base revenue for the depositor and each customer
who has attached to the extension is less than the total estimated construction cost to provide the exten-
sion, the amount to be refunded to the depositor shall equal three times estimated base revenue of the
customer attaching to the extension.

(3) In no event shall the total amount to be refunded to a depositor exceed the amount of the ad-
vance for construction made by the depositor.  Any amounts subject to refund shall be paid by the util-
ity without interest.  At the expiration of the above-described ten-year period, the customer advance for
construction record shall be closed and the remaining balance shall be credited to the respective plant
account.

d. Extensions not required.  Utilities shall not be required to make extensions as described in this
rule, unless the extension shall be of a permanent nature.

e. Extensions permitted.  This rule shall not be construed as prohibiting any utility from making a
contract with a customer in a different manner, if the contract provides a more favorable method of
extension to the customer, so long as no discrimination is practiced among customers or depositors.

This rule is intended to implement Iowa Code section 476.8.

199—20.4(476)  Customer relations.
20.4(1) Customer information.  Each utility shall:
a. Maintain up-to-date maps, plans, or records of its entire transmission and distribution systems,

together with such other information as may be necessary to enable the utility to advise prospective
customers, and others entitled to the information, as to the facilities available for serving prospective
customers in its service area.
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b. Assist the customer or prospective customer in selecting the most economical rate schedule
available for the customer’s proposed type of service.

c. Notify customers affected by a change in rates or schedule classification in the manner pro-
vided in the rules of practice and procedure before the board.  [199—7.4(476)IAC]

d. Post a notice in a conspicuous place in each office of the utility where applications for service
are received, informing the public that copies of the rate schedules and rules relating to the service of
the utility, as filed with the board, are available for inspection.

e. Upon request, inform its customers as to the method of reading meters.
f. State, on the bill form, that tariff and rate schedule information is available upon request at the

utility’s local business office.
g. Upon request, transmit a statement of either the customer’s actual consumption, or degree day

adjusted consumption, at the company’s option, of electricity for each billing during the prior 12
months.

h. Furnish such additional information as the customer may reasonably request.
20.4(2) Customer contact employee qualifications.  Inquiries for information or complaints to a

utility shall be resolved promptly and courteously.  Employees who receive customer telephone calls
and office visits shall be qualified and trained in screening and resolving complaints, to avoid a prelim-
inary recitation of the entire complaint to employees without ability and authority to act.  The employee
shall provide identification to the customer which will enable the customer to reach that employee
again if needed.

Each utility shall notify its customers, by bill insert or notice on the bill form, of the address and
telephone number where a utility representative qualified to assist in resolving the complaint can be
reached.  The bill insert or notice shall also include the following statement:  “If (utility name) does not
resolve your complaint, you may request assistance from the Utilities Division, Department of Com-
merce, 350 Maple Street, Des Moines, Iowa 50319, (515)281-3839 or toll-free (877)565-4450.”

The bill insert or notice for municipal utilities shall include the following statement: “If your com-
plaint is related to service disconnection, safety, or renewable energy, and (utility name) does not re-
solve your complaint, you may request assistance from the Utilities Division, Department of Com-
merce, 350 Maple Street, Des Moines, Iowa 50319, (515)281-3839 or toll-free (877)565-4450.”

The bill insert or notice for non-rate-regulated rural electric cooperatives shall include the following
statement:  “If your complaint is related to the (utility name) service rather than its rates, and (utility
name) does not resolve your complaint, you may request assistance from the Utilities Division, De-
partment of Commerce, 350 Maple Street, Des Moines, Iowa 50319, (515)281-3839 or toll-free
(877)565-4450.”

The bill insert or notice on the bill will be provided no less than annually.  Any utility which does not
use the standard form contained herein shall file its proposed form in its tariff for approval.  A utility
which bills by postcard may place an advertisement in a local newspaper of general circulation or a
customer newsletter instead of a mailing.  The advertisement must be of a type size that is easily legible
and conspicuous and must contain the information set forth above.

20.4(3) Customer deposits.
a. Each utility may require from any customer or prospective customer a deposit intended to

guarantee partial payment of bills for service.  Each utility shall allow a person other than the customer
to pay the customer’s deposit.  In lieu of a cash deposit, the utility may accept the written guarantee of a
surety or other responsible party as surety for an account.  Upon termination of a guarantee contract, or
whenever the utility deems the contract insufficient as to amount or surety, a cash deposit or a new or
additional guarantee may be required for good cause upon reasonable written notice.
IAC 7/28/99
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b. A new or additional deposit may be required from a customer when a deposit has been re-
funded or is found to be inadequate.  Written notice shall be mailed advising the customer of any new or
additional deposit requirement.  The customer shall have no less than 12 days from the date of mailing
to comply.  The new or additional deposit shall be payable at any of the utility’s business offices or local
authorized agents.  An appropriate receipt shall be provided.  No written notice is required to be given
of a deposit required as a prerequisite for commencing initial service.

c. No deposit shall be required as a condition for service other than determined by application of
either credit rating or deposit calculation criteria, or both, of the filed tariff.

d. The total deposit for any residential or commercial customer for a place which has previously
received service shall not be greater than the highest billing of service for one month for the place in the
previous 12-month period.  The deposit for any residential or commercial customer for a place which
has not previously received service, or for an industrial customer, shall be the customer’s projected
one-month usage for the place to be served as determined by the utility, or as may be reasonably re-
quired by the utility in cases involving service for short periods or special occasions.

20.4(4) Interest on customer deposits.  Interest shall be paid by the rate-regulated utility to each
customer required to make a deposit.  On or after April 21, 1994, rate-regulated utilities shall compute
interest on customer deposits at 7.5 percent per annum, compounded annually.  Interest for prior peri-
ods shall be computed at the rate specified by the rule in effect for the period in question.  Interest shall
be paid for the period beginning with the date of deposit to the date of refund or to the date that the
deposit is applied to the customer’s account, or to the date the customer’s bill becomes permanently
delinquent.  The date of refund is that date on which the refund or the notice of deposit refund is for-
warded to the customer’s last-known address.  The date a customer’s bill becomes permanently delin-
quent, relative to an account treated as an uncollectible account, is the most recent date the account
became delinquent.

20.4(5) Customer deposit records.  Each utility shall keep records to show:
a. The name and address of each depositor.
b. The amount and date of the deposit.
c. Each transaction concerning the deposit.
20.4(6) Customer’s receipt for a deposit.  Each utility shall issue a receipt of deposit to each cus-

tomer from whom a deposit is received, and shall provide means whereby a depositor may establish
claim if the receipt is lost.

20.4(7) Deposit refund.  A deposit shall be refunded after 12 consecutive months of prompt pay-
ment (which may be 11 timely payments and 1 automatic forgiveness of late payment).  For refund
purposes the account shall be reviewed for prompt payment after 12 months of service following the
making of the deposit and for each 12-month interval terminating on the anniversary of the deposit.
However, deposits received from customers subject to the exemption provided by 20.4(3)“b,” includ-
ing surety deposits, may be retained by the utility until final billing.  Upon termination of service, the
deposit plus accumulated interest, less any unpaid utility bill of the customer, shall be reimbursed to the
person who made the deposit.

20.4(8) Unclaimed deposits.  The utility shall make a reasonable effort to return each unclaimed
deposit and accrued interest after the termination of the services for which the deposit was made.  The
utility shall maintain a record of deposit information for at least two years or until such time as the
deposit, together with accrued interest, escheats to the state pursuant to Iowa Code section 556.4, at
which time the record and deposit, together with accrued interest less any lawful deductions, shall be
sent to the state treasurer pursuant to Iowa Code section 556.11.
IAC 5/11/94, 9/24/97
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20.4(9) Customer bill forms.  Each customer shall be informed as promptly as possible following
the reading of the customer’s meter, on bill form or otherwise, of the following:

a. The reading of the meter at the beginning and at the end of the period for which the bill is ren-
dered.

b. The dates on which the meter was read, at the beginning and end of the billing period.
c. The number and kind of units metered.
d. The applicable rate schedule, or identification of the applicable rate schedule.
e. The account balance brought forward and amount of each net charge for rate-schedule-priced

utility service, sales tax, other taxes, late payment charge, and total amount currently due.  In the case of
prepayment meters, the amount of money collected shall be shown.

f. The last date for timely payment shall be clearly shown and shall be not less than 20 days after
the bill is rendered.

g. A distinct marking to identify an estimated bill.
h. A distinct marking to identify a minimum bill.
i. Any conversions from meter reading units to billing units, or any calculations to determine

billing units from recording or other devices, or any other factors, such as sliding scale or automatic
adjustment and amount of sales tax adjustments used in determining the bill.

j. Customer billing information alternate.  A utility serving less than 5000 electric customers
may provide the information in 20.4(9) on bill form or otherwise.  If the utility elects not to provide the
information of 20.4(9), it shall advise the customer, on bill form or by bill insert, that such information
can be obtained by contacting the utility’s local office.

20.4(10)   Rescinded, effective 7/1/81.
20.4(11)   Payment agreements.
a. Availability—customer.
(1) When a residential customer cannot pay in full a delinquent bill for utility service and will be

disconnected, a utility shall offer the customer an opportunity to enter into a reasonable agreement to
pay that bill unless the customer is in default on a payment agreement.

(2) When a disconnected or potential customer for residential service has an outstanding debt to
the utility for utility service, cannot pay the debt in full, and is not in default on a payment agreement,
the utility must consider a request for a payment agreement.

b. Reasonableness.  Whether a payment agreement is reasonable will be determined by consider-
ing the current household income, ability to pay, payment history including prior defaults on similar
agreements, the size of the bill, the amount of time and the reasons why the bill has been outstanding,
and any special circumstances creating extreme hardships within the household.  The utility may re-
quire the person to confirm financial difficulty with an acknowledgment from the department of hu-
man services or another agency.

c. Terms.  The agreement may require the customer to bring the account to a current status by
paying specific amounts at scheduled times.  The utility shall offer customers or disconnected custom-
ers the option of spreading payments evenly over at least 12 months.  Payments for potential customer
agreements may be spread evenly over at least 6 months.

The agreement shall also include provision for payment of the current account.  The agreement ne-
gotiations and periodic payment terms shall comply with tariff provisions which are consistent with
these rules.

When the customer makes the agreement in person, a signed copy of the agreement shall be pro-
vided to the customer, disconnected customer or potential customer.
IAC 5/31/00
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The utility may offer the customer the option of making the agreement over the telephone or through
electronic transmission.  When the customer makes the agreement over the telephone or through elec-
tronic transmission, the utility will render to the customer a written document reflecting the terms and
conditions of the agreement within three days of the date the parties entered into the oral agreement.
The document will be considered rendered to the customer when deposited in the U.S. mail with post-
age prepaid.  If delivery is by other than U.S. mail, the document shall be considered rendered to the
customer when delivered to the last-known address of the person responsible for the payment for the
service.  The document shall state that unless the customer notifies the utility within ten days from the
date the document is rendered, it will be deemed that the customer accepts the terms as reflected in the
written document.  The document stating the terms and agreements shall include the address and a toll-
free number where a qualified representative can be reached.  By making the first payment, the custom-
er confirms acceptance of the terms of the oral agreement.

Second agreement.  If a customer has retained service from November 1 through April 1 but is in
default of a payment agreement, the utility may offer the customer a second payment agreement that
will divide the past-due amount into equal monthly payments with the final payment due by the fif-
teenth day of the next October.  The utility may also require the customer to enter into a level payment
plan to pay the current bill.

The customer who has been in default of a payment agreement from November 1 to April 1 may be
required to pay current bills based on a budget estimate of the customer’s actual usage, weather-
normalized, during the prior 12-month period or based on projected usage if historical use data is not
available.

d. Refusal by utility.  If the utility intends to refuse a payment agreement offered by a customer, it
must provide a written refusal to the customer.  That refusal, with explanation, must be made within 30
days of mailing of the initial disconnection notice.  A customer may protest the utility’s refusal by filing
a written complaint, including a copy of the utility’s refusal, with the board within 10 days after receipt
of the written refusal.  If the utility intends to refuse a payment agreement to a disconnected or potential
customer, it must provide a written refusal within 10 days of the application for payment agreement.

20.4(12)   Bill payment terms.  The bill shall be considered rendered to the customer when deposited
in the U.S. mail with postage prepaid.  If delivery is by other than U.S. mail, the bill shall be considered
rendered when delivered to the last-known address of the party responsible for payment.  There shall
not be less than 20 days between the rendering of a bill and the date by which the account becomes
delinquent.  Bills for customers on more frequent billing intervals under subrule 20.3(6) may not be
considered delinquent less than 5 days from the date of rendering.  However, a late payment charge
may not be assessed if payment is received within 20 days of the date the bill is rendered.

The date of delinquency for all residential customers or other customers whose consumption is less
than 3000 kWh per month, shall be changeable for cause in writing; such as, but not limited to, 15 days
from approximate date each month upon which income is received by the person responsible for pay-
ment.

In any case where net and gross amounts are billed customers, the difference between net and gross
is a late payment charge and is valid only when part of a delinquent bill payment.  A utility’s late pay-
ment charge shall not exceed 1.5 percent per month of the past due amount.  No collection fee may be
levied in addition to this late payment charge.  This rule does not prohibit cost-justified charges for
disconnection and reconnection of service.

If the customer makes partial payment in a timely manner, and does not designate the service or
product for which payment is made, the payment shall be credited pro rata between the bill for utility
services and related taxes.

Each account shall be granted not less than one complete forgiveness of a late payment charge each
calendar year.  The utility’s rules shall be definitive that on one monthly bill in each period of eligibility,
the utility will accept the net amount of such bill as full payment for such month after expiration of the
net payment period.  The rules shall state how the customer is notified the eligibility has been used.
Complete forgiveness prohibits any effect upon the credit rating of the customer or collection of late
payment charge.
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All residential customers or other customers whose consumption is less than 3000 kWh per month
may select a plan of level payments.  The rules for such plan shall include at least the following:

a. Be offered when the customer initially requests service.
b. Have a date of delinquency changeable for cause in writing; such as, but not limited to, 15 days

from approximate date each month upon which income is received by the person responsible for pay-
ment.

c. Provide for entry into the level payment plan any time during the calendar year.  The month of
entry shall be that customer’s anniversary month.

d. The billing period level payment to be the sum of estimated charges divided by the number of
standard billing intervals, all for the next 12 consecutive months.

e. Except for termination of service, a customer on the level payment plan may not request ter-
mination of the plan (or withdrawal from the plan) until the first anniversary date following entry.

f. The level payment plan account balance on the anniversary date shall be carried forward and
added to the estimated charges for service during the next year.  This total will be the basis for comput-
ing the next year’s periodic billing interval level payment amount.  For purposes of this paragraph the
anniversary date account balance shall not carry forward an unpaid level payment bill.  For delinquen-
cy on a level payment plan amount see 20.4(12)“i.”

g. The amount to be paid in each billing interval by a customer on a level payment plan shall be
computed at the time of entry into the plan.  It may be recomputed on each anniversary date, when
requested by the customer, or whenever price, consumption, alone or in combination result in a new
estimate differing by 10 percent or more from that in use.

When a customer’s payment level is recomputed, the customer shall be notified of the revised pay-
ment amount and the reason for the change.  The notice shall be served not less than 30 days prior to the
date of delinquency for the first revised payment.  The notice may accompany the bill prior to the bill
affected by the revised payment amount.

h. The account shall be balanced upon termination of service or withdrawal in accord with the
tariff.

i. Irrespective of the account balance, a delinquency in payment shall be subject to the same pro-
cedures as other accounts on late payment charge on the level payment amount, collection, or cutoff.

20.4(13)   Customer records.  The utility shall retain records as may be necessary to effectuate com-
pliance with 20.4(14) and 20.6(6), but not less than three years.  Records for customer shall show where
applicable:

a. kWh meter reading
b. kWh consumption
c. kW meter reading
d. kW measured demand
e. kW billing demand
f. Total amount of bill.
20.4(14)   Adjustment of bills.
a. Meter error.  Whenever a meter creeps or whenever a metering installation is found upon any

test to have an average error of more than 2.0 percent for watthour metering; or a demand metering
error of more than 1.5 percent in addition to the errors allowed under accuracy of demand metering; an
adjustment of bills for service for the period of inaccuracy shall be made in the case of overregistration
and may be made in the case of underregistration.  The amount of the adjustment shall be calculated on
the basis that the metering equipment should be 100 percent accurate with respect to the testing equip-
ment used to make the test.  For watthour metering installations the average accuracy shall be the arith-
metic average of the percent registration at 10 percent of rated test current and at 100 percent of rated
test current giving the 100 percent of rated test current registration a weight of four and the 10 percent
of rated test current registration a weight of one.
IAC 10/8/86, 5/31/00
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b. Determination of adjustment.  Recalculation of bills shall be on the basis of actual monthly
consumption except that if service has been measured by self-contained single-phase meters or three-
wire network meters and involves no billing other than for kilowatt-hours, the recalculation of bills
may be based on the average monthly consumption determined from the most recent 36 months, con-
sumption data.

When the average error cannot be determined by test because of failure of part or all of the metering
equipment, it shall be permissible to use the registration of check metering installations, if any, or to
estimate the quantity of energy consumed based on available data.  The customer must be advised of
the failure and of the basis for the estimate of quantity billed.  The periods of error shall be used as
defined in immediately following subparagraphs (1) and (2).

(1) Overregistration.  If the date when overregistration began can be determined, such date shall
be the starting point for determination of the amount of the adjustment.  If the date when overregistra-
tion began cannot be determined, it shall be assumed that the error has existed for the shortest time
period calculated as one-half the time since the meter was installed, or one-half the time elapsed since
the last meter test unless otherwise ordered by the board.

The overregistration due to creep shall be calculated by timing the rate of creeping and assuming
that the creeping affected the registration of the meter for 25 percent of the time since the more recent of
either metering installation or last previous test.

(2) Underregistration.  If the date when underregistration began can be determined, it shall be the
starting point for determination of the amount of the adjustment except that billing adjustment shall be
limited to the preceding six months.  If the date when underregistration began cannot be determined, it
shall be assumed that the error has existed for one-half of the time elapsed since the more recent of
either meter installation or the last meter test, except that billing adjustment shall be limited to the pre-
ceding six months unless otherwise ordered by the board.

The underregistration due to creep shall be calculated by timing the rate of creeping and assuming
that this creeping affected the registration for 25 percent of the time since the more recent of either
metering installation or last previous test, except that billing adjustment shall be limited to the preced-
ing six months.

c. Refunds.  If the recalculated bills indicate that $5 or more is due an existing customer or $10 or
more is due a person no longer a customer of the utility, the tariff shall provide refunding of the full
amount of the calculated difference between the amount paid and the recalculated amount.  Refunds
shall be made to the two most recent customers who received service through the metering installation
found to be in error.  In the case of a previous customer who is no longer a customer of the utility, a
notice of the amount subject to refund shall be mailed to such previous customer at the last-known ad-
dress, and the utility shall, upon demand made within three months thereafter, refund the same.

Refunds shall be completed within six months following the date of the metering installation test.
d. Back billing.  A utility may not back bill due to underregistration unless a minimum back bill

amount is specified in its tariff.  The minimum amount specified for back billing shall not be less than,
but may be greater than, $5 for an existing customer or $10 for a former customer.  All recalculations
resulting in an amount due equal or greater than the tariff specified minimum shall result in issuance of
a back bill.

Back billings shall be rendered no later than six months following the date of the metering installa-
tion test.
IAC 12/29/99



Ch 20, p.20 Utilities[199] IAC 12/29/99

e. Overcharges.  When a customer has been overcharged as a result of incorrect reading of the
meter, incorrect application of the rate schedule, incorrect connection of the metering installation or
other similar reasons, the amount of the overcharge shall be adjusted, refunded or credited to the cus-
tomer.  The time period for which the utility is required to adjust, refund, or credit the customer’s bill
shall not exceed five years unless otherwise ordered by the board.

f. Undercharges.  When a customer has been undercharged as a result of incorrect reading of the
meter, incorrect application of the rate schedule, incorrect connection of the metering installation or
other similar reasons, the tariff may provide for billing the amount of the undercharge to the customer.
The time period for which the utility may adjust for the undercharge need not exceed five years unless
otherwise ordered by the board.  The maximum bill shall not exceed the billing for like charges (e.g.,
usage-based, fixed or service charges) in the 12 months preceding discovery of the error unless other-
wise ordered by the board.

20.4(15) Refusal or disconnection of service.  Notice of a pending disconnection shall be rendered,
and electric service refused or disconnected as set forth in the tariff.

The notice of pending disconnection required by these rules shall be a written notice setting forth the
reason for the notice, and the final date by which the account is to be settled or specific action taken.
The notice shall be considered rendered to the customer when deposited in the U.S. mail with postage
prepaid.  If delivery is by other than U.S. mail the notice shall be considered rendered when delivered to
the last-known address of the person responsible for payment for the service.  The date for refusal or
disconnection of service shall be not less than 12 days after the notice is rendered.  The date for refusal
or disconnection of service for customers on shorter billing intervals under subrule 20.3(6) shall not be
less than 24 hours after the notice is posted at the service premises.

One written notice, including all reasons for the notice, shall be given where more than one cause
exists for refusal or disconnection of service.  The notice shall also state the final date by which the
account is to be settled or other specific action taken.  In determining the final date, the days of notice
for the causes shall be concurrent.

Service may be refused or disconnected for any of the reasons listed below.  Unless otherwise stated,
the customer shall be provided notice of the pending disconnection and the rule violation which neces-
sitates disconnection.  Furthermore, unless otherwise stated, the customer shall be allowed a reason-
able time in which to comply with the rule before service is disconnected.  Except as provided in
20.4(15) “a,” “b,” “c,”  and “d,”  no service shall be disconnected on the day preceding or day on
which the utility’s local business office or local authorized agent is closed.  Service may be refused or
disconnected:

a. Without notice in the event of a condition on the customer’s premises determined by the utility
to be hazardous.

b. Without notice in the event of customer use of equipment in a manner which adversely affects
the utility’s equipment or the utility’s service to others.

c. Without notice in the event of tampering with the equipment furnished and owned by the util-
ity.  For the purposes of this subrule, a broken or absent meter seal alone shall not constitute tampering.

d. Without notice in the event of unauthorized use.
e. For violation of or noncompliance with the utility’s rules on file with the utilities division.
f. For failure of the customer or prospective customer to furnish the service equipment, permits,

certificates or rights-of-way which are specified to be furnished, in the utility’s rules filed with the utili-
ties division, as conditions of obtaining service, or for the withdrawal of that same equipment or for the
termination of those same permissions or rights, or for the failure of the customer or prospective cus-
tomer to fulfill the contractual obligations imposed as conditions of obtaining service by any contract
filed with and subject to the regulatory authority of the utilities division.

g. For failure of the customer to permit the utility reasonable access to its equipment.
h. For nonpayment of a bill or deposit, except as restricted by 20.4(16) and 20.4(17), provided

that the utility has:
(1) Made a reasonable attempt to effect collection;
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(2) Given the customer, and any other person or agency designated by the customer, written notice
that the customer has at least 12 days in which to make settlement of the account, together with a written
summary of the rights and remedies available to avoid disconnection.  Customers billed more frequently
than monthly pursuant to subrule 20.3(6) shall be given posted written notice that they have 24 hours to
make settlement of the account, together with a written summary of the rights and remedies available to
avoid disconnection.  All written notices shall include a toll-free or collect telephone number where a
utility representative qualified to provide additional information about the disconnection can be reached.
Each utility representative must provide their name to the caller, and have immediate access to current,
detailed information concerning the customer’s account and previous contacts with the utility.

(3) The summary of the rights and remedies must be approved by the board.  Any utility providing
electric service and defined as a public utility in Iowa Code section 476.1 which does not use the stan-
dard form set forth below for customers billed monthly shall submit to the board an original and six
copies of its proposed form for approval.  A utility billing a combination customer for both gas and
electric service may modify the standard form to replace each use of the word “electric” with the words
“gas and electricity” in all instances.

AVOIDING SHUTOFF OF ELECTRIC SERVICE FOR NONPAYMENT

1. What can I do if I receive a notice from the utility that says my service will be shut off
because I have a past due bill?

a. Pay the bill in full; or
b. Enter into a reasonable payment plan with the utility (see #2 below); or
c. Apply for and become eligible for low-income energy assistance (see #3 below); or
d. Give the utility a written statement from a doctor or public health official stating that shutting

off your electric service would pose an especial health danger for a person living at the residence (see
#4 below); or

e. Tell the utility if you think part of the amount shown on the bill is wrong.  However, you must
still pay the part of the bill you agree you owe the utility (see #5 below).

2. How do I go about making a reasonable payment plan?  (Residential customers only)
a. Contact the utility as soon as you know you cannot pay the amount you owe.  If you cannot pay

all the money you owe at one time, the utility may offer you a payment plan that spreads payments
evenly over at least 12 months.  The plan may be longer depending on your financial situation.

b. If you have not made the payments you promised in a previous payment plan with the utility
and still owe money, the utility can refuse to offer you another payment plan.

c. If you do not make the payments you promise, the utility may shut off your utility service on
one day’s notice unless all the money you owe the utility is paid.  If your utility service is shut off, the
utility may refuse to offer you any further payment plans.

3. How do I apply for low-income energy assistance?  (Residential customers only)
a. Contact the local community action agency in your area (see attached list); or
b. Contact the Division of Community Action Agencies at the Iowa Department of Human

Rights, Lucas State Office Building, Des Moines, Iowa 50319; telephone (515)281-0859.  To prevent
disconnection, the utility must be contacted prior to disconnection of your service.

c. To avoid disconnection, you must apply for energy assistance before your service is shut off.
Notify your utility that you may be eligible and have applied for energy assistance.  Once your service
has been disconnected, it will not be reconnected based on approval for energy assistance.
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4. What if someone living at the residence has a serious health condition?  (Residential cus-
tomers only)

Contact the utility if you believe this is the case.  Contact your doctor or a public health official and
ask the doctor or health official to contact the utility and state that shutting off your utility service would
pose an especial health danger for a person living at your residence.  The doctor or public health official
must provide a written statement to the utility office within 5 days of when your doctor or public health
official notifies the utility of the health condition; otherwise, your utility service may be shut off.  If the
utility receives this written statement, your service will not be shut off for 30 days.  This 30-day delay is
to allow you time to arrange payment of your utility bill or find other living arrangements.  After 30
days, your service may be shut off if payment arrangements have not been made.

5. What should I do if I believe my bill is not correct?
You may dispute your utility bill.  You must tell the utility that you dispute the bill.  You must pay the

part of the bill you think is correct.  If you do this, the utility will not shut off your service for 45 days
from the date the bill was mailed while you and the utility work out the dispute over the part of the bill
you think is incorrect.  You may ask the Iowa Utilities Board for assistance in resolving the dispute.
(See #9 below.)

6. When can the utility shut off my utility service because I have not paid my bill?
a. Your utility can shut off service between the hours of 6 a.m. and 2 p.m., Monday through

Friday.
b. The utility will not shut off your service on nights, weekends, or holidays for nonpayment of a

bill.
c. The utility will not shut off your service if you enter into a reasonable payment plan to pay the

overdue amount (see #2 above).
d. The utility will not shut off your service if the temperature is forecasted to be colder than 20

degrees Fahrenheit during the following 24-hour period, including the day your service is scheduled to
be shut off.

e. If you have qualified for low-income energy assistance, the utility cannot shut off your service
between November 1 and April 1.  However, you will still owe the utility for the service used during
this time.

f. The utility will not shut off your service if you have notified the utility that you dispute a por-
tion of your bill and you pay the part of the bill that you agree is correct.

7. How will I be told the utility is going to shut off my service?
a. You must be given a written notice at least 12 days before the utility service can be shut off for

nonpayment.  This notice will include the reason for shutting off your service.
b. If you have not made payments required by an agreed-upon payment plan, your service may be

disconnected with only one day’s notice.
c. The utility must also try to reach you by telephone or in person before it shuts off your service.

Between November 1 and April 1, if the utility cannot reach you by telephone or in person, the utility
will put a written notice on the door of your residence to tell you that your utility service will be shut off.

8. If service is shut off, when will it be turned back on?
a. The utility will turn your service back on if you pay the whole amount you owe or agree to a

reasonable payment plan (see #2 above).
b. If you make your payment during regular business hours, or by 7 p.m. for utilities permitting

such payment or other arrangements after regular business hours, the utility must make a reasonable
effort to turn your service back on that day.  If service cannot reasonably be turned on that same day, the
utility must do it by 11 a.m. the next day.

c. The utility may charge you a fee to turn your service back on.  Those fees may be higher in the
evening or on weekends, so you may ask that your service be turned on during normal utility business
hours.
IAC 8/6/03



Ch 20, p.23Utilities[199]IAC 8/6/03

9. Is there any other help available besides my utility?
If the utility has not been able to help you with your problem, you may contact the Iowa Utilities

Board toll-free at 1-877-565-4450.  You may also write the Iowa Utilities Board at 350 Maple Street,
Des Moines, Iowa 50319-0069, or by E-mail at iubcustomer@iub.state.ia.us.  Low-income customers
may also be eligible for free legal assistance from Iowa Legal Aid, and may contact Legal Aid at
1-800-532-1275.

(4) If the utility has adopted a service limitation policy pursuant to subrule 20.4(23), the following
paragraph shall be appended to the end of the standard form for the summary of rights and remedies, as
set forth in subparagraph 20.4(15)“h” (3):

Service limitation:  We have adopted a policy of service limitation before disconnection.  You may
be qualified for service limitation rather than disconnection.  To see if you qualify, contact our business
office.

(5) When disconnecting service to a residence, made a diligent attempt to contact, by telephone or
in person, the customer responsible for payment for service to the residence to inform the customer of
the pending disconnection and the rights and remedies; if an attempt at personal or telephone contact of
a customer occupying a unit which a utility knows or should know is a rental unit has been unsuccess-
ful, the landlord of the rental unit, if known, shall be contacted to determine if the customer is still in
occupancy and, if so, the customer’s present location.  The landlord shall also be informed of the date
when service may be disconnected.

During the period November 1 to April 1, if the attempt at customer contact fails, the premises must
be posted with a notice informing the customer of the pending disconnection and rights or remedies
available to avoid disconnection at least one day prior to disconnection; if the disconnection will affect
occupants of residential units leased from the customer, the premises of any building known by the
utility to contain residential units affected by disconnection must be posted, at least two days prior to
disconnection, with a notice informing any occupants of the date when service will be disconnected
and the reasons therefor.

(6) Given the customer a reasonable opportunity to dispute the reason for the disconnection and, if
to the extent applicable, complied with each of the following:

Disputed bill.  In the event there is a dispute concerning a bill for electric utility service, the utility
may require the customer to pay a sum of money equal to the amount of the undisputed portion of the
bill pending settlement and thereby avoid discontinuance of service for nonpayment of the disputed
bill for up to 45 days after the rendering of the disputed bill.  The 45 days shall be extended by up to 60
days if requested of the utility by the board in the event the customer files a written complaint with the
board.

Special circumstances.  Disconnection of a residential customer may take place only between the
hours of 6 a.m. and 2 p.m. on a weekday and not on weekends or holidays.  If a disconnected customer
makes payment or other arrangements during normal business hours, or by 7 p.m. for utilities permit-
ting such payment or other arrangements after normal business hours, all reasonable efforts shall be
made to reconnect the customer that day.  If a disconnected customer makes payment or other arrange-
ments after 7 p.m., all reasonable efforts shall be made to reconnect the customer not later than 11 a.m.
the next day.  A disconnection may not take place where electricity is used as the only source of space
heating or to control or operate the only space heating equipment at the residence, on any day when the
National Weather Service forecast for the following 24 hours covering the area in which the residence
is located includes a forecast that the temperature will go below 20 degrees Fahrenheit.  In any case
where the utility has posted a disconnect notice in compliance with 20.4(15)“h” (5) but is precluded
from disconnecting service because of a National Weather Service forecast, the utility may immediate-
ly proceed with appropriate disconnection procedures, without further notice, when the temperature in
the area where the residence is located rises to above 20 degrees, unless the customer has paid in full the
past due amount or is entitled to postponement of disconnection under some other provision of this
rule.
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Health of a resident.  Disconnection of a residential customer shall be postponed if the discontinu-
ance of service would present an especial danger to the health of any permanent resident of the prem-
ises.  An especial danger to health is indicated if one appears to be seriously impaired and may, because
of mental or physical problems, be unable to manage their own resources, carry out activities of daily
living or protect oneself from neglect or hazardous situations without assistance from others.  Indica-
tors of an especial danger to health include but are not limited to:  age, infirmity, or mental incapacita-
tion; serious illness; physical disability, including blindness and limited mobility; and any other factual
circumstances which indicate a severe or hazardous health situation.  The utility may require written
verification of the especial danger to health by a physician or public health official, including the name
of the person endangered, a statement that the person is a resident of the premises in question, the name,
business address, and telephone number of the certifying party, the nature of the health danger and
approximately how long the danger will continue.  Initial verification by the verifying party may be by
telephone if written verification is forwarded to the utility within five days.

Verification shall postpone disconnection for 30 days; however, the postponement may be extended
by a renewal of the verification.  In the event service is terminated within 14 days prior to verification of
illness by or for a qualifying resident, service shall be restored to that residence if a proper verification
is thereafter made in accordance with the foregoing provisions.  The customer must enter into a reason-
able agreement for the retirement of the unpaid balance of the account within the first 30 days and keep
the current account paid during the period that the unpaid balance is to be retired.

Reasonable payment agreement.  If financial difficulty of a residential customer is confirmed, dis-
connection may not take place until after the utility has offered the customer an opportunity to enter
into a reasonable payment agreement as required by 20.4(11).  Disconnection shall be delayed 30 days
for the making of a reasonable payment agreement and the 30 days shall be extended to 60 days if re-
quested of the utility by the board upon receipt of a complaint that the utility has arbitrarily refused a
payment agreement offered by the customer and upon a finding the customer has made payment as
provided for in the offered agreement.

Winter energy assistance (November 1 through April 1).  If the utility is informed that the custom-
er’s household may qualify for winter energy assistance or weatherization funds, there shall be no dis-
connection of service for 30 days from the date of application to allow the customer time to obtain as-
sistance.  Disconnection shall not take place from November 1 through April 1 for a resident who is a
head of household and who has been certified to the public utility by the community action agency as
eligible for either the low-income home energy assistance program or weatherization assistance pro-
gram.  In addition to the notification procedure required herein, the utility shall, prior to November 1,
mail customers a notice describing the availability of winter energy assistance funds and the applica-
tion process.  The notice must be of a type size that is easily legible and conspicuous and must contain
the information set out by the state agency administering the assistance programs.  A utility serving
fewer than 6,000 customers may publish notice in an advertisement in a local newspaper of general
circulation or shopper’s guide.  A utility serving fewer than 25,000 customers may publish the notice in
a customer newsletter in lieu of mailing.

Abnormal electric consumption.  A customer who is subject to disconnection for nonpayment of
bill, and who has electric consumption which appears to the customer to be abnormally high, may re-
quest the utility to provide assistance in identifying the factors contributing to this usage pattern and to
suggest remedial measures.  The utility shall provide assistance by discussing patterns of electric usage
which may be readily identifiable, suggesting that an energy audit be conducted, and identifying
sources of energy conservation information and financial assistance which may be available to the cus-
tomer.
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i. Without the written 12-day notice, for failure of the customer to comply with the terms of a
payment agreement, provided that:

(1) In the case of a customer owning or occupying a residential unit that will be affected by discon-
nection, the utility has made a diligent attempt, at least one day prior to disconnection, to contact the
customer by telephone or in person to inform the customer of the pending disconnection and the cus-
tomer’s rights and remedies; if an attempt at personal or telephone contact of a customer occupying a
unit which a utility knows or should know is a rental unit has been unsuccessful, the landlord of the
rental unit, if known, shall be contacted to determine if the customer is still in occupancy and, if so, the
customer’s present location.  The landlord shall also be informed of the date when service may be dis-
connected.

During the period November 1 to April 1, if the attempt at customer contact fails, the premises must
be posted with a notice informing the customer of the pending disconnection and rights or remedies
available to avoid disconnection at least one day prior to disconnection; if the disconnection will affect
occupants of residential units leased from the customer, the premises of any building known by the
utility to contain residential units affected by disconnection must be posted, at least two days prior to
disconnection, with a notice informing any occupants of the date when service will be disconnected
and the reasons therefor.

(2) The disconnection of a residential customer may take place only between the hours of 6 a.m.
and 2 p.m. on a weekday and not on weekends or holidays.  If a disconnected customer makes payment
or other arrangements during normal business hours, or by 7 p.m. for utilities permitting such payment
or other arrangements after normal business hours, all reasonable efforts shall be made to reconnect the
customer that day.  If a disconnected customer makes payment or other arrangements after 7 p.m., all
reasonable efforts shall be made to reconnect the customer not later than 11 a.m. the next day.  A dis-
connection may not take place where electricity is used as the only source of space heating or to control
or operate the only space heating equipment at the residence, on any day when the National Weather
Service forecast for the following 24 hours covering the area in which the residence is located includes
a forecast that the temperature will go below 20 degrees Fahrenheit.  In any case where the utility has
posted a disconnect notice in compliance with 20.4(15)“h” (5) but is precluded from disconnecting
service because of a National Weather Service forecast, the utility may immediately proceed with ap-
propriate disconnection procedures, without further notice, when the temperature in the area where the
residence is located rises to above 20 degrees, unless the customer has paid in full the past due amount
or is entitled to postponement of disconnection under some other provision of this rule.
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